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Executive Overview

Kaseya Service Desk provides the logic and tools necessary to guide a company into
ITIL — the most widely used standard for the efficient operation of an IT organization.
Kaseya Service Desk tools are intuitive and easy to use. The goal for this suite is to give
you ITIL in a box. This release includes Incident Management, Service Request
Management, Problem Management and Change Management.

Introduction

ITIL' stands for Information Technology Infrastructure Library. The ITIL standard describes
best practices for IT. ITIL began as a British standard. Now the core elements of ITIL are a
world-wide standard through ISO 2000 from the International Standards Organization.

ITIL defines the roles and responsibilities for an IT organization. For example, ITIL separates
the duties of rapidly responding to incidents from the responsibility for proactive problem
prevention. The reason for doing this is to help people focus. The rapid responders need to
be always at the ready. They cannot get tangled up in complex problems that will take
weeks to research. And the people doing the difficult research need to be protected from
interruptions. ITIL defines Incident Management and Problem Management as distinct
disciplines and gives each clear direction on what to do.

The roles within ITIL describe how to organize an IT shop for efficiency. The problem is
that most IT organizations today are not aligned with ITIL. And transitioning into a new
organizational structure is difficult work. What companies need is a tool to help them
through the transition into ITIL. The minimum requirement for such a tool is the ability
to clearly separate the duties of Incident Management, Service Request Fulfillment,
Problem Management and Change Management.

Kaseya Service Desk is one tool that gives an IT organization ITIL in a package.

VITIL compliance is a process and method of doing business that each IT team must implement, manage and monitor for itself.
And while Kaseya Service Desk customers have a huge leg up with a cutting edge ITIL compliance tool, the mere use of Kaseya
products or services does not give or guarantee ITIL compliance. It is the sole responsibility of each customer to understand the

’
ITIL compliance rules and process and to implement, manage and monitor any ITIL compliance efforts for the Customer’s own (.’
account. Kaseya does not offer ITIL compliance services or advice and the content contained in this whitepaper is provided for Kase a
informational purposes only and without warranty of any kind. Kaseya will have no liability relating to any ITIL compliance efforts y

or the content of this whitepaper.
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Service Desk

An ITIL Service Desk is the single point of contact for the people that use IT services. Monitoring events, telephone calls, email,
requests for status and requests for service all route through the Service Desk.

The first priority for the people working the Service Desk is to identify the
nature of the message. Is the person calling to report a new incident,

or check on the status of an open incident? Has the incident been worked
and turned into a problem? And where is the change that is going to

/

resolve the problem? The Service Desk needs one tool with

all the answers. And yet, for efficiency, the specialists working the
incidents, problems and changes need compartmentalization so

they can focus. The Kaseya Service Desk meets both needs. The Kaseya
Service Desk consolidates incidents, requests, problems and change
into one tool. And the Kaseya Service Desk provides specialization for
each type of ticket.

To understand the ITIL view of consolidation and specialization it is important

to understand the ITIL life cycle for an event. As shown, below, an event can be
identified as an Incident. The goal for Incident Management is to restore service with
minimal disruption. The underlying problem then goes to Problem Management who is responsible for devising a work around
and then creating a change that will permanently resolve the problem.

Restore Work

. Resolve
Service Around

Identify

For example, an automated monitoring event is sent to Service Desk reporting that a web service is exceeding the threshold set
for a page to display. The Incident Management team sees the event, checks the server and notices that one of the services is
hung. The Incident response team restarts the service and the web server begins displaying pages again. If this happens once
every couple months no one is likely to be concerned. If, however, this starts happening once a day or multiple times a day then
the Incident Management team should open a problem ticket. The Problem Management team will triage the situation and find
a work around. For example, they might set the service to automatically restart every night at 1am. If the problem is severe
enough they will need to dig deeper, find the root cause and fix it. That fix might be a service patch or a significant redesign.
Before that fix can go into production the Problem Management team will open a Request for Change (RFC) and work with
the Change Management team to get authorization. After the change is implemented the cycle starts over.

All of this information needs to be in one tool. From the customer’s perspective the web server either works or it does not.

The customer is not concerned about how IT does their job. So when the customer calls they do not want to get bounced around
from department to department while everyone says someone else is working on it. The customer wants to call -~
one place and get the latest status. The place they should call is the Service Desk. And the Service Desk technician (.’
who answers that call should expect to find all the relevant information in one tool — the Kaseya Service Desk. Kaseya
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Incident Management

Incident Management is the ITIL discipline that deals with disruptions. Monitoring software is generally deployed to detect and report
events. Your customers also use the telephone, email, IM and whatever else they have at hand to tell you when something is not
working right. The goal of the Kaseya Service Desk for Incident Management is to bring all of that information together in one place
where it can be prioritized. When something bad happens you want to know that the right people are working on the right tasks.
Service Desk for Incident Management lets you know what is happening.

The goal for a Service Desk is to be more than just a call center. First, an incident needs to be captured. Monitoring events, phone
calls, emails and everything else need to be brought together into one system.

Then all of this information needs to be filtered and categorized. Events sent in from monitoring tools and trouble reports from
customers are all Incidents. Requests for standardized work are Service Requests. Incidents need immediate attention while Service
Requests can be scheduled. For example, if a customer calls to say that his or her laptop cannot connect to the network, someone
needs to review and triage the issue. If the problem is that the network is down, then this is an Incident that will probably route over
to the network support group. If the problem is that the customer forgot his or her password, then this is a Service Request that can
probably be handled by the Service Desk. And if the issue is that the customer is again requesting wireless connectivity in a wired
facility then this phone call might be best classified as a Request for Change. This initial categorization ensures that the work gets

to the right person. Kaseya Service Desk makes this categorization easy.

The next step is to prioritize the work. ITIL defines prioritization as the sequence in which tasks should be worked based on the
impact to the organization and the urgency of the need. Kaseya Service Desk recognizes severity, urgency and priority.

(‘-' Kaseya KServer - Operational Master vaaster vl

gerald beaulieu | Logoff

»| | dunew P Edit | Rename Y Delete  § Set Default lepon QExpon

= = = e Properties Processing Access .
S s - Priority Category Severity -+
v ChangeRequest Change Management based o hew £ "
Incident Incident Management based o Descrigtion
KnowledgeBase Knowledge Base Articles Multiple users (Medium) -
Probiom Problem Management based One user (Low)
Standard Standard Demansiration Des ~ Whole Company (High) v

Selected: 1 Viewing: 1-6 of 6

<~
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Add Custom Field 70X

u Define custom fields and add them to the service desk definitions. When a ticket is created based on a service desk
o definition, custom fields assigned to the service desk are available for data entry in the ticket. Reports can display and
be organized by the custom fields you create. Service desk procedures can reference the values contained in custom
fields to perform a task.

ID*: Urgency

Screen Caption™: Urgency

Report Title: Urgency
Field Format*: List v
Default Value: Medium i

Value to Add to List: Low

Add item
Values Added to Values Added to List
List:

High

Low

Medium

7%¥ Kaseya

»| e New | P Edit| /| Rename Y€ Delete R Set Dofaut (@ Import (& Export

ChangeRequest v () 100 * Properties Processing Access o
Def 1D —— - Stawis Priority Category
ChangeRequest Change Management based on ITIL + New £F E
v Incident Incident Management based on ITIL
ID Description
KnowledgeBase Knowledge Base Articles Critical 1 hour target resolution time
Problem Problem Management based on ITIL High 8 hour target resolution time
Standard Standard Demonstration Desk Lo 48 hour target resolution tim:
Standard_Desk_Desko Standard SD iadiam 24 hour target resolution fim:
Planning Planned

Selected: 1 Viewing: 1-6 of 6

o~
Kaseya
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= |[§ shared
3 (= Standard Sub-procedures

i:: (o] #PEdt Procedure Y Delete Procedure [ Export Procedure ] Rename Procedure @Faw!’ruomln

v

— [7] STD &uto Assign Category and SubCategory

= Operations [7] STO Calculate Priority

= Configure
Preferences by Role
Praferences by User
HNote Templates
Message Templates
Incoming Emai Settings
Procedure Variables
Policies
Coverage Schedules
Holidays

< Procedures Defintion
Stage Entry or Ext
Ticket Change
Ticket Request De-Dup

Ticket Request Mapping

Goal

Escaiation

Sub-Procedures

Standard Script

= (] STD Caicuiste Priority
= 4 If{ Tests if Severity Contains High ) Then
=j <@ fi Custom Field Urgency i Equal To High ) Then
BB Sets Priority to Critical
BB Sets the escalation time to [=Escalation_Priority1s] Hours using Coverage Schedule
B Sets the stage exit goal time to [=SLA_Priority1=] Hours using Coverage Schedule
= @ i Custom Fieid Urgency s Equal To Medium ) Then
B Sets Priority to High.
BB Sets the escalation time to [=Escalation_Priority2=] Hours using Coverage Schedule
B Sets the stage exit goal time to [=SLA_Priority2=] Hours using Coverage Schedule
= @ i Custom Field Urgency s Equal To Low ) Then
B Sets Priority to Medium
B Sets the escalation time to [=Escalation_Priority3=] Hours using Coverage Schedule
B Sets the stage axit goal time to [=SLA_Priority3=] Hours using Coverage Schedule
=) 4 Ifi Tests if Severity Contans Medium ) Then
= @ i Custom Field Urgency 's Equal To High ) Then
8 Sets Priority to High.
BB Sets the escalation time to [=Escalation_Priority2=] Hours using Coverage Schedule
BB Sets the stage ext goal tme to [=5LA_Priority2=] Hours using Coverage Schedule
= 4@ i Custom Fiekd Urgency s Equal To Medium ) Then
= Sets Priority to Medium
BB Sets the escalation time to [=Escalation_Priorityl=] Hours using Coverage Schedule
BB Sets the stage exit goal time to [=SLA_Priority3=] Hours using Coverage Schedule
= @ Ifi Custom Field Urgency is Equal To Low ) Then
8 Sets Priority to Low.
BB Sets the escaiation time to [=Escalation_Priorityd=] Hours using Coverage Schedule
BB Sets the stage exit goal time to [=SLA_Priorityd=] Hours using Coverage Schedule
ifi Tests if Severity Contains Low } Then

FAPRE Ry TP Al s s

L@

Capturing the information and categorizing the issue is the first step in Incident Management.

Kaseya

Change Category

-

? o) |

u Update the description for a category. Categories are defined for each
(i ] service desk definition and enable you to classify the type of service
requested

Parent 1D:

Incident

Hardware Error

NS

< 4

Kaseya
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The next step is to do an initial diagnosis. The goal here is to successfully resolve as many Incidents as possible within the

Service Desk. Kaseya Service Desk is an ideal tool for this purpose because it leverages the power of the Kaseya monitoring and

management suite.

Master |T Service Edition

¥ Kaseya

erald besubeu
Mactine O Q appy  Machine Group: us w View: ©NoView > v Fea. Poesm
Golo: *SelectPages w Show "™ T 9o machines
Machine 1D Cument Liser Last Reboat Time Lest Checlon Time
= Machine Status “@©  accounting-mbl_primary_ . 10:18:10 pm 13-Aug-10 11:11:57 am 16-Aug-10
Agent Status Q) amazon_ec2 _primary_grou 60117 am 16-May-10 111157 am 16-Aug-10
Agent Logs ©  backupexec_test _primary. 85354 am 16-Aug-10 111157 am 16-Aug-10
Log History €  ben-dall-mia_pemary_gr Administrator 11:25:50 pm 13-Aug-10 11:11:57 am 16-Aug-10 3
Event Log Settings [#] ceo_demo san_francisco u. 64748 pm 16-Jul-10 80507 am 31-Jul-10 L
= mstal Agents ) ceo_demo toronto umbrell 647 46 pm 16-Jul-10 81917 am 31-Jul-10
Ceploy Agents (] content_pack_senver loro 32731 pm 15-Aug-10 60238 pm 15-Aug-10
Create [+ darin-alex-brandts-mach Damin Alex Brandt 10°46:57 am 16-Aug-10 111157 am 16-Aug-10
Delate ©  dc-mbl_pimary_group.in Admimstrator 907 54 am 8-May-10 11:11:57 am 16-Aug-10
Rerame ©  dewin2kB-mb2 _primary_g 11:01:21 pm 14-Aug-10 11:11:57 am 16-Aug-10
Change Group ©  dc_exch_sql san_francisc.. 11:04 08 pm 14-Aug-10 11:11:57 am 16-Aug-10
=l LAN Discovery ©  demo-xp2a sustin_branch 10:30:44 pm 13-Aug-10 11:11:57 am 16-Aug-10
LAN Wstch ©  devd2-sb2 austin_branch . 10:08:18 pm 16-Jul-10 5.41:50 am 5-Aug-10
nstal Agents ©  e2x3a2_primary_groupu . 21117 pm 27-Jul-10 11:11:57 am 16-Aug-10
Wiew LN (%] #2k3a _pnmary_group uac. 21117 pm 27-Jul-10 111157 am 16-Aug-10
View AD Compulers ©  exchange-2003_pamary_g 34716 pm 13-Jul-10 8:36:39 pm 4-Aug-10
Wiew AD Uszrs o exchange-2007 _pamary_g 11:50:56 am B-May-10 111157 am 16-Aug-10
View vPro ©  exchange-2010-mb2 _prima 1102 19 pm 14-Aug-10 111157 am 16-Aug-10
= Configure Agents. ©  fileserver-mia_primary_ 24525 pm 15-Aug-10 111157 am 16-Aug-10
Copy Seftings ©  hp-miadaptop main inite 5.67.22 pm 15-Aug-10 11:11:57 am 16-Aug-10
Import Export [#] hi_demo-1_pamary_group. . 5:55:20 am 15-Aug-10 121117 pm 15-Aug-10
Suspend Q ibm-vm _primary_group st 110046 pm 14-Aug-10 11:11:57 am 16-Aug-10
agent Menu ©  ibmkaseya _primary_group. 759 54 am 5-May-10 11:11:57 am 16-Aug-10
Check-n Control (] k-sbs._primary_group. wid B.53.54 am 16-Aug-10 11:11:57 am 16-Aug-10
Vorking Drectory ©  KBtestserver toronto umb. 85313 am 16-Aug-10 111157 am 16-Aug-10
Edt Prefie ©  kaseya-aee9320b.san_fran 647 47 pm 16-Jul-10 7:56:47 am 31-Jul-10 -
Portal access | . T b

‘.

WMachine T * Q spply  Maching Group: < &l Groups > - View «MNoView > v Peon. Preset
Gotp: <SelectPage> ¥ 5] gnyy 10 ¥ 4584 machines
-
Alarm State Open w [ Update | Alarm Filters
L Alarm 1D
< Cashboard J
od Uist Manitor Type: < 4ll Types > b
Dashboard Settings Alarm State: < 4l States = -
= Status Alarm Type: <Al Types » -
Sy = Alarm Text: *
Suspend Alarm | Deinte... | Filter Alarm Count: 1331
Live Counter =
o ke « Select Page » w (23]
Mantor Lists Select Al
Unselect Al Alarm 1D Machine.Group 1D State  Alarm Date Type
Update Lists By Scan = ©15638 » sbs2008-sb2 _primary_group Open 40632 pm 8-Apr-10  Alert
Monitor Sets Backup failed on s652008-5b2._primary_group.uac.us
SNUP Sets C @ 15637 ¥ sql-2008 _primary_group cy Open  4:06:32 pm 8-Apr-10  Alent =
Add SHARP Object Backup falled on Sgi-2008._primary_group.cyoerdyne us -
3 Agent Montoring 15636 % de-win2k8-mb2 _primary_gro. Open  4:06:32 pm 8-Apr-10  Alert
Alerts Backup failed on dc-win2k8-mb2 _primary_group.cyberdyne us
SHUP Traps Alert @ 15635 ¥ ibm-vm _primary_group star Open  2:36:55 pm 8-Apr-10  SNMP I004T2E sysUptime0
4ssign Mondoring Set Name: SNMPD Monitor for IBM Lot... Log Value: Nol Responding
Mondor Log - @ 15634 * secondary_dc1 _primary_gro. Open  2.26:38 pm B-Apr-10  Alert 14004724 Event Log
= External Monitoring [secondary_dc1._primary_group initech us] Application log generated Error Event 489
System Check 0 15633 * ibm-vm._primary_group. star Open  2:06:09 pm 8-Apr-10  SNMP 1004723 sysUptime0

SHMP Monitoring Set Name: SNMPD Monitor for IBM Lot . Log Value: Not Responding

From within the Incident Service Desk an analyst can immediately see the history and performance of the system responsible for
the Incident. The analyst can immediately run scripts to troubleshoot and resolve problems. Or the analyst can connect through
the Kaseya tools and get onto the system to make corrections. The ITIL goal for Incident Management is to resolve
ot
Kaseya

Incidents as quickly as possible. The business goal for IT is to work as efficiently as possible.
Kaseya Service Desk hits the mark on both objectives.
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Kaseya Service Desk is also the platform for collaborative efforts. Each analyst can see the steps taken by others working on

this Incident through the work notes.

Edit Ticket C5015841

. Save . Save and Cigse e Cancel
General Hotes

Z05:16 am 26-Juk-10  dominic walsh

dominic. waish 0.0
dominic waish

Z:05.18 am 28-Jul-10
Z:04.57 am 28-Juk10

204:57 am 26-Jul-10  dominic walsh 0.2

AVNTPR 0.0
AVNTPR

3:40:43 am 20-Juk-10
24043 am 20-Juk10

10610 am 18-Juk10  AVNTPR

10810 am 15-Jul-10  AVNTPR

40002 pm 1E-Jul-10

0s

&15:18 am 13- Juk10

A58 am 12-Juk 10

Related items

Aute Generated Note:

Ticket Changes

Status’ was Open’ now ‘Awating User Feedback’
‘Auto Generated Note:

Ticket Changed

‘StepsToReproduce assigned *
“Exampiellachines’ assignad ~

Apalogies for the delay, | have just got back from holiday

I'd e to get remote deskiop access o one of the affected PC's (e.g. pc120) for about sn hour while no-gne is using & (and can be
piease let me know the maching name. local admin credentials | can use. and a sultabie time window. | work 10.00 - 18.00 CET M-F

o do some g. If this = possitle,
Dominic

Ticket is open for » 38 days, please continue

At Generated Hote:

Ticket Changed

Auto Generated hicte.

Ticket Changed

Ticket has not been fouched for &8 hours -

The Kaseya Service Desk also includes extensive automation options so that notifications and/or corrective actions can be

predefined to trigger automatically.

= Shared e e
@ = [‘,] Incident is Changed
[# [~ ChangeRequest
s B Execute the procedure [TIL Sub-procedures.Calculate Priority
i ciden
3= = <@k Ifi Custom Field [$SubmitterEmailAddressS§] Containe @ ) Then
[C] Incident is Changed
(= KnowledgeB. B8 Zend an email to [$SubmitterEmailAddress§].
+ nowledgeBase
B2 Problem =] <@ I Custom Field [3AssigneeEmailAddress$] Contains @ ) Then
B Send an email to [$AssigneeEmailAddresss].
+ [~ Standard

= <@ If{ Custom Figld [$OwnerEmailAddress$] Contains @ ) Then
B Send an email to [$0wnerEmailAddresss).
|2} <@ Ifi Tests if Assignee Exists ) Then
=) <@» Ifi Tests if Status s Equal Te New } Then
ER Sets Stage to Tierd.
Bl Setz Status te In Progress.

<~
Kaseya
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If the Incident needs to be escalated upward to management, then the work notes tell the history of what has been done.
And if the Incident needs to be escalated laterally to another technical group, then the work notes give the technical people
a way to share information.

| Edit Stage ? IO X

- -

= Update the description and stage type for a stage. Stages represent the typical life cycle of a service desk response to a ticket. At least one

stage is defined as a Begin stage and at least one stage is defined as an End stage. There are usually several Middle stages. The sequence

of stages is user-defined. It depends on the palicies defined by the service organization and the judgements of individual administrators

using the system.

Select procedures that run, or are scheduled to run, based on when a ticket transitions to this stage.

u A Stage Initialization procedure runs when a ticket transitions to this stage

An Escalation procedure runs after a specified time period, usually to escalate a ticket to another level of service. The time period is

measured from the time a ticket transitions to this stage

u A Goal procedure runs after a specified time period, usually to record whether or not a goal was met. The time period is measured from the
time a ticket transitions to this stage

General Info Procedures
Stage Entry: Standard Standard Enters Identified w
Escalation Procedure:  Standard.Incident is Escalated v
Escalation Time: 1
Escalation Time Units:  Hour v
Stage Exit: ~

Incidents are detected, documented, categorized, prioritized and worked to resolution. The ITIL process for Incident Management
is shown below. And when everything works correctly IT becomes a service that is taken for granted.

Detect Document Categorize Prioritize S

Service

Reporting then helps IT demonstrate the value of the IT services. The Kaseya reports on Incidents document the volume of work
that is efficiently managed by IT. The reports can be formatted as text, uploaded into Excel or displayed as charts. The data within
the reports progresses from a high level overview, down to details about each Incident. Examples of two high-level reports are

shown below.

Ticket Status Summary

Open Tickets 5
Ticket Closed Ticket 20
Past Due Tickets 0
Total Tickets 25

<~
Kaseya
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Tickets Issued

0-30 days 30-60 days 60-90 days > 90 days Total
25 0 0 0 25
‘ Tickets Closed
0-30 days 30-60 days 60-90 days > 90 days Total
13 0 0 0 13
‘ Ticket Resolution Time
0-2 days 2-7 days 7-30 days 30-60 days > 60 days
4 0 0 0 0
‘ Past Due Tickets (Time Duration Unresolved)
0-2 days 2-7 days 7-30 days 30-60 days > 60 days
0 0 0 0 0

An example of the type of details available in an Incident report is shown in the following example.

I N R R

ticket escalation - L
CS011804 looKinglatholiday gary williams h.denboer@ncautomatisering.nl

All Endpoints 5:44:09 PM

Service Desk Open Affected 7-May-10

5:13:17 PM 4-May-10

check machine - L
CS010851 online/offline procedure gary.williams h.denboer@ncautomatisering.nl

One Endpoint 10:49:22 AM

Service Desk Ticket Closed 7:22:25 PM 26-Apr-10

Affected 30-Apr-10
CS010751 K2 server DOWN !!! darrel.howell h.denboer@ncautomatisering.nl
) All Endpoints 8:53:58 PM Mo o
Agent / Server Ticket Closed Affected 28-Apr-10 7:08:01 AM 26-Apr-10
(S009828 Itli\éi;tonned from within mike.eager h.denboer@ncautomatisering.nl
Service Desk Ticket Closed O Endpoint  7:16:18 AM 11:39:17 AM 19-Apr-10

Affected 21-Apr-10

<~
Kaseya
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Summary and detail data can also be displayed graphically.

Categuiy

Service Desk (15) (607%)

Monionng (2) @)

F Sexver (1) (4%)
Agent Talbv(1) (4%)

Assignes

chawie bosson (T) (%) elfam oltvases (1) (%)

Service Request Fulfillment

A service request is a request for a standard service. One of the most common service requests is a request to have a password
reset. A service request is distinguished from an incident by determining whether or not normal services have been degraded.
When a customer forgets his or her password the services delivered by IT are still in place. IT is still fulfilling its contract.
However, the customer needs a change in the IT service before he or she can benefit from those services. Therefore the customer
requests a change called a password reset.

A service request is not an incident and not a request for change. Requests for change need to go through the Change
Management approval cycle. Service requests are managed by IT through an agreement that specific types of changes can be
made without going through the change approval cycle. Installing software is an example of a type of change that might or might
not need to go through the Change Management process. If a customer needs to have spreadsheet software added to their
desktop they should open a service request. Adding the standard spreadsheet application to a desktop might raise concerns with
Security Management or Asset Management but it is not likely to need to be reviewed by Change Management. Adding the
standard spreadsheet application to a web server, however, should raise concerns with Security Management, Asset Management
and Change Management. The difference is in the potential for risk. Minor changes to desktops are isolated and the system

can be disconnected from the network if necessary. Configuration changes to shared resources always involve risk.

A customer might open a service request to add more memory to their laptop. An administrator, however, cannot use the service
request route to bypass change management when they want to add more memory to the corporate financial

database cluster. (:’

Kaseya
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Document

Categorize

Prioritize

The diagram shown above illustrates the service request process.

This process is a hybrid. The request may sound like an incident when the customer calls. Then, once we know it is a request,

a flag is set that distinguishes Incidents from Service
Requests. Thereafter the request follows a path similar to
a change with layers of approvals.

For example, a customer may request that the Service Desk
kick off a standard set of month end reports. If the process is
pre-defined then this request could be within the scope for
what the Service Desk delivers. That same customer,
however, may call and request that the Service Desk kick off
a process to defragment a production database. And while
starting a job to run a report and starting a job to
defragment a database might have a lot of overlap, one
might be within the scope for what the Service Desk

does and the other might be something that is handled

by specialists.

Exceptions to the configuration are specific to each environ-
ment. High security or highly regulated environments might
forbid modifications to the desktop. Other environments
might allow all of the users to manage their own laptops.

Asset Management needs to be involved when the request
means that someone is going to use a corporate resource.
Adding a little more software to a few desktops might not

Security Management might forbid access to webmail accounts to reduce the risk of insider trading or intellectual piracy.
Or Security Management might decree that webmail is the only tool authorized for business-to-business communication through
an industry portal because this is the tool that is believed to minimize risk for that purpose. Service Requests need to be

Edit Ticket IN017588

Deliver

] Service

. Save . Save and Close :E] Copy ticket @ Cancel

General

Notes Related ltems

= Summary information

Service Desk
Summary®.
Submitier Name:

Machine i

Created:

Incdent
| need Office 2010 installed
Keith Bacon

keth baconkaseya. com

ws-kbacon-01 root unnamed o

3:35:20 P 15-Aug-10 (19 hours and 50 minutes ago)

) -
New -
Low -
Identified »
Tier1Support (Pool) »
Wedum -
L] -
Ne -
arel Flezru K 3lA Y

Need Office 2010 instaded on my lapiop

Ticket Number*: Mo17588
Organization: Unnamed
Organization IO unnamed

= Organization Address

Contact

Phone Number:

Contact Emait

Last Edit 4:35:20 PM 15-Aug-10 (18 hours and S0 mi
Ciosaa:

Due: 3:35:20 PM 18-Aug-10 (4 hours and $ minut
Category Kaseya

SubCategory - No SubCategory Selected —

Severty. One user (Low)

Policy: Gold_SLA

Owner:

RFC Crested: o b
Source: Call »
Time:

EEI Q@ =0 anDE an

—

seem like a problem until the software vendor runs an audit to verify license compliance.

pre-defined so that the Service Desk knows what is allowed and which require special handling.

It is because service requests are not incidents and not requests for change that they need to be tracked and reported separately.
The Kaseya Service Desk for Service Requests delivers the functionality required to implement Service Request Management.
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Problem Management

The goal for problem management is to permanently resolve the root cause of a symptom. Events detected by monitoring

software, incidents reported by customers and trends detected by the IT staff are all symptoms. A reports server might generate
events when reports fail. A customer might report an incident when their daily reports are truncated. And the system administrator
might have difficulty logging on because of some underlying problem. The failed reports can always be re-run. The truncated reports
can be run again. And perhaps the problem with logging on can be resolved by clearing out the temp directory. But all of those
work-arounds take time and consume IT bandwidth.

The service performed by Problem Management is to find the common thread that connects symptoms, document a work-around
and then find a permanent solution.
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Resolve
Around

Identify
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Problems need to be documented, tracked and worked.
Incidents, events and even other problems should be linked

Service Desk: Problem Ticket Number*; PRODOOOS
to the problem that is being worked. The Kaseya Service Summary* The Exchange servers are running on Sfferent domains
Desk for Problem Management gives IT a tool to consolidate bl - ——— TS
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For example, the incidents on the reports server might all Contact Benjanin Lavaley
stem from the same problem with the temp directory PR | L
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getting full. Once someone can see the common theme s P e g o Ve Gl NS Al
then a work-around can be put in place to clear out the Tromiess o x Closed:
di just before the nightl i iy -
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solutions. In a small shop that probably works. As the

number of problems keeps increasing, however, it soon —

becomes necessary to prioritize the work. The Kaseya
Service Desk for Problem Management makes that possible. { >
An example of the data entered to document an example problem is shown above. Kaseya
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With management visibility into the process it is possible to allocate resources cost effectively. Some problems can be ignored
as they happen so infrequently as to not justify the effort. Some problems get to the work-around stage and stop there.

With management visibility into the list of problems and the impact each is causing it is possible to decide when a work-around
is sufficient and when a change is required. Thus the Kaseya Service Desk for Problem Management gives management the tool
they need to prioritize the work. As with all of the Service Desk modules, the Problem Management module includes reports.
An example of a graphical and tabular report are shown below.
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Assignee %
’ _Jan | Feb | Mar | Apr [ May [ Jun | Jul | Aug | Sep | Oct | Nov | Dec | Total | "

abhimanyu.dhar - - 1 1 - - - - - - - - 2 3%
adam.webb - - 1 - - - 1 1%
andrei.trimbita... - - - 2 - - - - - - 2 3%
charlie.bosson - - 1 - - - 1 1%
cs-tier1-pool 1 - 1 1 - - - 3 4%
cs-tier2-pool 1 - - - - - - - - - 1 1%
dan.arrington - - 1 - - - - - - - - - 1 1%
darrel.howell - - - 1 - - - - - - 1 1%
dave.donohue - - 1 1 1 - - - - - 3 4%
dev-serviceDesk... - 2 - - - - - - - - 2 3%
dominic.walsh - - - 1 - - - - - - 1 1%
efrain.olivares - - - - 1 1%
gary.williams 3 1 2 2 - - 15 20%
gordon.jones 1 3 2 - - 6 8%
jayaseelan.p 1 - - - 1 1%
Jim.Schenck 1 1 1 - - 3 4%
john.nuttall - 2 7 1 - - 10 14%
kalyan.chakrava... 2 - - - - - - - - - 2 3%
malcolm.morris-... - - - 1 - - - - - - 1 1%
mark.sutherland - - 1 - - - - - - - 1 1%
matthew.warne - - 4 1 - - - - - - 5 7%
mike.eager - - - 1 - - - - - - - - 1 1%
mike.sheffey - - 1 - - - - - - - - - 1 1%
nick.tackes 1 1 - - - - - - - - 2 3%
paul.wong - - 1 - - - - - - - 1 1%
saravanan.varad... 1 1 - - - - - - - - 2 3%
vikash.kaushik 1 - - - - - - - - - 1 1%
vinay.thyagaraj... - - - 1 - - - - - - 1 1%
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Change Management

Change is one of the few constants in IT. Hardware breaks. Software drops off support. New releases bring features that IT and our
customers cannot resist. The industry changes and we need to respond. Our business changes to take advantage of an opportunity.
Change just keeps on happening. And every change brings risk.

The purpose for Change Management is to manage risk. The Kaseya Service Desk for Change Management addresses that need by
giving the Change Manager a consolidated view.

Changes need to be justified. The Kaseya Service Desk suite allows IT to link incidents to problems and problems to changes.
This allows the Change Manager to see the justification for changes that are targeted at problem resolution. The Kaseya Service
Desk for Change Management also allows the Change Manager to manually enter requests for change for all of the other types
of changes that are externally motivated.

Assess Approvals Authorize Implement

The goal for Change Management is to manage risk. The ITIL approach to risk management is to make the changes visible to
everyone involved. The Kaseya Service Desk for Change Management is the portal where everyone can view all of the proposed
changes. This allows collaborative input regarding the schedule. For example, two updates might be proposed for the same
weekend. The Kaseya Service Desk makes it possible for the team reviewing those changes to access the information they need
to decide whether to do those changes sequentially or in parallel. If, for example, one proposed change is to apply a service pack
to the web servers and another proposed change is to replace the DNS server, the cumulative risk is greater than if either change
was made separately. Having a consolidated view of the proposed changes allows management to make the right decisions.
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The Kaseya Service Desk for Change Management is also the tool the Change Manager uses to document the approvals that should
ultimately lead to the change being authorized. Each person who needs to review the change can use the Kaseya Service Desk for
Change Management to see the change implementation plan and the change back-out plan. And the list of change approvers can
be customized. For example, submitting a change that will update a database can be configured to automatically send email
notification to the database administrator. And submitting a change that will update an application server can be configured to
automatically send email notification to the managers responsible for the database it uses, the web servers that use it as well as
the manager responsible for application servers. The Kaseya Service Desk for Change Management is highly configurable.

Summary

The end result is that the IT executives can see the big picture and know what the IT staff is doing. All incidents, requests, problems
and changes are consolidated in one place. Status can be quickly ascertained. And with that status, management can ensure the

right people are working on the right stuff.

The reports included with this suite make it possible for IT executives to assess and justify headcount so that staffing aligns with the
work load. The tools and automation make it possible for the IT team to get more done. And having it all integrated with the Kaseya
monitoring tools provides a synergism that amplifies the power of both this suite and the connected tools.
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